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The Modern Contact Center: 


Your Guide to 
Greater Efficiency, 
Lower Costs, 

and Happier 
Customers 


Here's a hint: It’s all about the right 
mix of channels and tools. 
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Do you think the service your company provides 
is as good as the products you sell? If not, 
watch out. Eighty-eight percent of customers 
say the experience you offer is as important as 
your products. Even more startling? Forty-eight 
percent have already switched brands because 
they wanted better customer service. 


For companies that run contact centers, this 
should be a call to action. But the current reality 
is that service organizations everywhere are 
under tremendous pressure. Stiff economic 
headwinds are forcing companies to cut costs, 
while caseloads and customer expectations 

are rising. And stuck in the middle are service 
professionals, many of whom consider 
themselves customer advocates. 


Under these conditions, is it possible for service 
organizations to prioritize efficiency, meet rising 
customer expectations, and deliver success 

now? To find out, Salesforce surveyed over 8,000 
service professionals in multiple industries across 
36 countries. In the fifth edition of "Salesforce’s 
State of Service" report, we uncovered what 
practices, capabilities, and strategies separate 
the high-performing contact centers from their 
competition. Here’s what we learned. 
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Service Performance Levels Included in the "Salesforce 
State of Service" Report 


High performers 
Rate their customer 
satisfaction as excellent 


Underperformers 
o : 
14 © Rate their customer 
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Moderate performers 


Rate their customer 
satisfaction as good 


44% 


satisfaction as fair or poor 
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CHAPTER 01 


What Does an Effective 
Contact Center Look Like? 


Generate value, increase productivity, and lower costs. 


Customer Details 
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Frost is building up in my 


Mis Can you help? 
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The data is clear: 94% of customers say a good service experience 
makes them more likely to make another purchase. Now, ask 
yourself what a typical interaction sounds like at your contact 
center. Do your customers need to talk to or chat with more than 
one person to solve a problem? Do they need to repeat themselves 
every time they get transferred? Do they waste time on the phone 
for simple issues they could probably handle themselves, like 
generating a return? If the answer to any of these questions is yes, 
it’s time to rethink how your contact center does business. 


Modern contact centers avoid these problems because they 
unite customer data from across your organization on one shared 
platform. Then, by applying artificial intelligence (AI) to your 


data, you can transform high-touch, higher-cost interactions into pA 
automated, low-touch interactions, which delivers efficient service 

at a reduced cost. Best of all, this approach also drives agent of customers say a good 
productivity and customer satisfaction. Why? Your employees can customer experience 
spend time solving more complicated customer problems — which makes them more likely to 


is important, given that most customers expect to solve problems in maks anotherpurenmase; 


one phone call. 


Here’s what a modern contact center can do: 


* Source: Salesforce State of the Connected Customer, 
May 2022 
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A modern contact center saves on IT costs and 
reduces complexity. 


Critically important to businesses across every industry is cost 
savings — a major benefit in an economic environment where higher 
prices and budget-sensitive customers are pressuring margins. 
Companies that unite data on one trusted platform save money and 
reduce complexity: 80% of service professionals say consolidating 
the platform they work on and the vendors they use drives 
efficiency and reduces risk. 


To reap the biggest benefits, decision makers agree that 
collaborating with IT is essential: Our research found that 77% 
say it helps the organization save on software costs, and 79% 


Say it results in faster time to market for new tech solutions. With 7 7 % 
collaboration driving more efficiency, organizations should prioritize 
this partnership, given that technology is front and center in of decision makers who partner with IT 


say it helps the organization save on 
software costs.* 


omni-channel service experiences. 


* Source: Salesforce State of Service, September 2022 
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Self-service saves time for employees and customers 


With higher case volumes and efficient customer service a 

key loyalty driver, contact centers need to deliver excellent 
experiences to as many customers as possible. The question is, 

do you want your agents to waste time handling simple requests, 
like exchanges, when they could be providing expert attention to 

a customer with a complicated order? Shifting unnecessarily high- 
touch interactions to automated channels like chatbots and account 
portals solves this challenge. 


Enter self-service, a tool that empowers customers to manage 
repetitive tasks and frees up agents’ time. Best of all, research shows 
customers actually prefer to handle routine issues like tracking 
deliveries, scheduling installation, or creating returns on their own. 
In fact, according to Salesforce research, 59% of customers prefer 
self-service tools like FAQ pages and intelligent chatbots for simple 
questions and issues. 


Contact centers generate value 


Fifty-four percent of service professionals say management 
views their team as a revenue generator. How do contact centers 


transform from a cost center to a value driver? 


With a real-time view of the customer's activity across sales, 
marketing, and loyalty on a single platform, agents can quickly work 
across Channels to drive revenue. Helping customers complete 
purchases, make exchanges, or redeem loyalty rewards balances 
can increase average order value — imagine a service agent 
recommending cordless headphones to a customer as they consider 
new gaming systems, and you get the idea. 
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54* 


of service professionals say management views 
their team as a revenue generator. 


* Source: Salesforce State of Service, August 2022 
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CHAPTER 02 


Enable Seamless Service 
Across Every Channel 


Dial up service experiences on every platform, 
from voice to video. 


Can you help me get 
hotter water? 


Visual Remote Assistant 


Video call in progress 
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Today, customers are browsing and buying in a hybrid digital- 
physical world. Not only do they use an average of nine channels 
when making a purchase (most of them digital), 57% of customers 
prefer to engage companies through digital channels. So, what 
does that mean for service organizations as they modernize their 
contact centers? 


Connecting customer data has never 
been more important 


Anyone who's ever contacted customer service understands 

how frustrating it is to waste time saying the same thing twice to 
different agents. Unfortunately for customers, that’s the norm: Even 
though 76% of customers expect consistent interactions across 
departments, 66% often have to repeat or reexplain information 
to different representatives. To differentiate yourself from the pack, 
join the 62% of service professionals who use the same customer 
relationship management technology across departments. With a 
360-degree view of data, your agents can deliver the seamless and 
personalized experiences your customers expect. 


When agents can see case history, purchase history, and a record 
of past communications on one single, trusted platform, they can 
help customers efficiently in the right moments. This is a particular 
challenge for 46% of underperforming service organizations who 
say they often lack context about customer situations, compared to 
only 27% of high performers. 
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62% 


of service professionals 
say their customer 
relationship management 
platform is the same 
across departments.* 


* Source: Salesforce State of Service, August 2022 


Customer engagement over digital channels is rising 


Rising customer engagement over digital channels is occurring at 
the same time companies are embracing new avenues for delivering 
service. Organizations that use video support, for example, rose 
from 46% in 2020 to 66% in 2022. Digital discussion forums 
increased in adoption over the same time period from 52% to 
68%. Interestingly, email adoption also grew significantly from 76% 
to 92%. What’s the lesson? Customers choose the service channels 
that are right for their issue and service organizations are responding 
accordingly. 


But when it comes to complex problems, voice rules 


Despite growth in (almost) old-fashioned communication like email, 
the toughest problems still need a human touch in real time. 

Not only do 81% of service professionals say the phone is the 
preferred channel for complex issues (up from 76% in 2020), but 
83% of customers expect to resolve complex problems by talking 
to one person. 


It turns out that even voice is getting a digital upgrade. In the 
modern contact center, new agent consoles help agents work faster 
and more effectively during complex cases. How does this help? 
Well, for the 52% of agents who handle phone calls through an 
agent console on their computer, 53% can review transcripts of 


past voice interactions. That enables faster service because agents 
can review the content of prior conversations, preventing customers 
from having to repeat themselves — a key source of frustration. 
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81” 


of service professionals say the phone 
is the preferred channel for complex 
issues — up from 76% in 2020.* 


* Source: Salesforce State of Service, August 2022 
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Technology Drives 
Productivity, Efficiency, and 
Better Customer Outcomes 


When it comes to the contact center, enabling 
efficiency is your top priority. 
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For 78% of service professionals, balancing speed and quality is 
difficult. The challenge is that customers expect both, and that 
tension is evident in our research: 59% of service pros agree that 
speed and quality are equally important. With employees under 
pressure thanks to rising case volumes, what’s next for your contact 
center? Can your employees stay productive and efficient at the 
same time they deliver excellent service experiences? 


Yes — and that’s where AI and automation come into play. The rise 
in adoption of AI is especially notable: The share of service decision 
makers who report using AI has increased by 88% since 2020. 
That makes sense given Al’s potential to help personalize customer 
interactions at scale. 


Yet when it comes to automation, only some organizations 
are utilizing this innovative tool: 65% of high performers use 
automation, for example, while only 41% of underperformers do. 
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78” 


of service professionals 
agree that balancing 
speed and quality 
is difficult.* 


* Source: Salesforce State of Service, August 2022 
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This implementation gap presents an important opportunity for 
underperformers who wish to deliver better customer service. 
Consider, for example, that 88% of service organizations that use 
automation reported benefits such as a reduction in errors, more 


time to focus on customers, and more time to take on new projects. 


And when it comes to time savings, 89% of service professionals at 
organizations using automation cited that benefit. Consider that: 


e Intelligent self-service deflects calls so agents can address 
more complex cases. Al-driven chatbots and guided workflows 
contribute to increased agent productivity. Again, the high 
performers are leading the pack: 65% of high performers have 
adopted chatbots, compared to 53% of underperformers. 


e Aland automation enable personalized, efficient service. 
With AI, service agents can get intelligent recommendations 
while on a call — like in the headphone example earlier. 
Automation also enables agents to review the content of past 
conversations so customers can avoid repeating themselves. 
High-performing organizations have prioritized technology 


that avoids that common customer annoyance: 61% have 
implemented automated voice transcription, while only 38% of 
underperformers have. 


e Omni-channel routing gets the right work to the right people. 


When agents are organized by tier or expertise, omni-channel 
routing assigns tasks to agents who have the experience to solve 
cases quickly. 
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How to Take Your Contact Center 
Operations to the Next Level 


What’s the next step you need to take? Start by evaluating the state of 
your contact center. Ask yourself: 


V What is the current journey for a case, from open to close, in each 
service channel? 


Do simple customer queries end up in high-touch, high-cost 
service channels? 


Can customers access self-service tools and portals for 
common inquiries? 


Do cases proceed through the right channels and get to the right 
agents? 


Are we meeting customer expectations in digital service? 
Can our chatbots handle simple cases on the first try? 
Do our agents use automation to manage repetitive tasks? 


Do our agents have a complete view of the customer? 


LISISKSKS 8 8 46 


What should we measure to capture the value our contact center drives 
for the business? 


L 


Do our agents have the tools to build loyalty and drive revenue? 


The bottom line? Service organizations that prioritize efficiency, productivity, 
and the customer experience are best positioned to drive value and earn 
repeat business. 
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